Abstract: This research is aimed to analyse and determine the level of customers' satisfactions towards Commuter line service. This is a descriptive quantitative research. The data collection was done by literature study, field study, observation and questionnaires distribution. The data came from questionnaires which were given to 99 respondents who use commuter line service, especially Bekasi-Jakarta Kota route. For the data analysis, the important performance analysis is used and there are 25 items of questions included. All types of questions were given to respondents. There were some questions considered as very important to be increased due to the unsatisfactory level of service according to the respondents, such as, temperature of the carriages, the punctuality of departure schedule, the readiness and fast response skills of commuter line officers in response to requests or complaints from users of commuter line services.
Introduction
The high necessity level of the society for the mass transportation in Indonesia is very important. It has become viral together with the increase of population number in this city and customer need about mass transportation, especially in Jabodetabek. understanding the characteristics of individual customer is important for being able to fulfill the customer demand on a marketed product or service (Simarmata, 2017) . So Mass transportation becomes very important in fulfilling customers or passengers need for transportation mode that can carry lot of passengers.
Bekasi is a city with a large number of residents who work in other cities like Jakarta. This is one of the reasons for the highly needed of mass transportation for its society. One of transportation mode that relatively cheap with big capacity to support the activitiy of society is train (Thamrin, 2016) and Train is a good alternative that people who live in Bekasi use as it is effective and efficient and can carry passengers in a mass number (WIBOWO, 2013) . PT.Kereta Api Commuter Jabodetabek (PT KCJ) mainly focus on serving people who need transportation. Those are who live in remote area and commute daily to other city like jakarta and the surroundings (JABODETABEK) (Maesarini, 2013) Commuter line becomes main mode of Bekasi's residents in daily commuting. However, since more and more people use commuter line, it is very crowded now. The condition raises many complaints from the customers of commuter line that there is not enough train to carry all passengers, it causes less safety and comfortability whether in station and inside the train (Maesarini, 2013) . Employee or company can only behave totally in a customer-orientation way whenever all the dimensions are present: having motivation, competence, and possibility to treat customers in accordance with their need (Simarmata, 2017) . And Various policy have been released to minimilize those transportation problems, but it will not effectively work if the management does not fixed (Kadarisman, 2016) Based on the above background, the writers are interested in discussing about passengers' satisfaction level of commuter line service quality. In this paper the writers used descriptive quantitative method with Importance Performance Analysis ( IPA ) to reach conclusion through questionnaire.
Method
This is a quantitative descriptive research which is aimed to find accurate and precise facts, and a systematic picture. This research was conducted at PT Kereta Commuter Line Jabodetabek at Bekasi station especially for Bekasi -Jakarta Kota route. This research took one month starting from October to November 2017. Due to the time limit, the writers only took 99 samples of passengers of commuter line train from Bekasi to Jakarta Kota. Questionnaire is used as data collection method.
Importance Performance Analysis (IPA) was used to analyse the data.
Descriptive quantitative method is used to analyse research data and to answer problems' formulation about how far is the level of customers' satisfaction towards the company's performance. This analysis is based on the results of research of consumer expectations and performance research results or appearance. It will produce a calculation of the level of fit between expectations and implementation. The level of conformity is the result of comparison of performance scores with the expectation scores. This level of conformity will determine the priority order of increasing the factors that affect customer satisfaction (Supranto, 2011) There are two variabels represented in this study. 2. Quadrant B shows the element of service that has been successfully executed by the company, it must be maintained. Considered very important and very satisfying.
3. Quadrant C shows several factors that are less important to the customer, the implementation by the company is not satisfactory or ordinary. Considered as less important and less satisfactory.
4. Quadrant D shows factors that affect customers less important, but excessive implementation. Considered as less important but much satisfactory.
Discussion and Result
As one example of the calculation on one of the attribute statements in the tangibles dimension attributes questioned the cleanliness in the train (Xi) = 3.77 and the expectation score (Yi) = 4.59, then the level of conformity is as follows:
The same formula was used for each attributes in a questionnaire to determine the level of balance; there are 25 attributes which can be seen in Table 1 .
Tangibles Dimension
All performance details for attribute question can be seen in table 1 and the calculation used was formula Tki. Based on the details of the data from 
Cartesian Analysis Diagram
The Cartesius Diagram analysis aims to determine the quality of service on commuter line trains. This analysis can also be used to identify improvement measures through improved service on the commuter line train service line. 
